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ABSTRACT 
 
 
 
 
E-service markets have been growing rapidly over the past several years on airline 
website, and e-commerce and e-service marketing activities have attracted a great 
deal of attention as mean of increasing customers perception of online shopping 
activities, since they reduce the waiting time incurred by of line shopping 
transactions. Electronic service quality (e-SQ) plays an important role for any 
business that involved with online transaction to attract customers. With improving 
e-SQ it will improve and create service satisfaction and increase customers’ 
perceived service value. Customers’ assessment of website quality and e-service 
quality usually based on their actual experience of interacting with the site as well as 
post interaction service with core service quality, therefore it is important to 
determine dimensions of e-SQ in order to meet customer needs in internet 
environment. The present study addressed dimensions of e-SQ in the low cost carrier 
airline context and their relationship with the customer perceived satisfaction and 
customers perceived service value. Furthermore the moderating effect of perceived 
ease of use and perceived usefulness on the relationship between e-SQ, perceived 
service value and perceived service satisfaction was also examined. The quantitative 
research paradigm and a convenient sampling procedure were employed to distribute 
questionnaire among Airasia customers (International ticket holders) in Sepang, 
Malaysia. The results indicated that e-SQ dimensions: Customization, Site privacy 
and aesthetic, Efficiency, System availability and Fulfilment constitute e-SQ for low 
cost carrier airline. Furthermore the result also illustrate that perceived ease of use 
and perceived usefulness, which are the factors of the technology acceptance 
perspective, positively moderate the relationship between e-service quality, 
perceived service value and perceived service satisfaction. 
 
 
   
 
 
 
 
ABSTRAK 
 
 
 
 
Pasaran perkhidmatan electronik telah berkembang pesat sejak beberapa tahun lalu di 
dalam industri penerbangan, aktiviti e-dagang dan e-pemasaran perkhidmatan telah 
menarik perhatian ramai pengguna. Kita dapat lihat purata aktiviti membeli-belah 
dalam talian menunjukkan peningkatan, ini kerana pengguna dapat mengurangkan 
masa menunggu dalam urus niaga dalam talian berbanding urus niaga konvensional. 
Kualiti perkhidmatan elektronik ( e-SQ ) memainkan peranan yang penting bagi 
perniagaan yang terlibat dengan transaksi dalam talian untuk menarik minat 
pelangan. Dengan meningkatkan e-SQ ia dapat meningkatkan dan mewujudkan 
kepuasan dan nilai kepada pengguna. Penilaian pengguna terhadap kualiti 
perkidmatan dan kualiti laman web biasanya berdasarkan pengalaman sebenar 
mereka berinteraksi dengan laman web serta kualiti perkhidmatan yang ditawarkan, 
oleh itu ia adalah penting untuk mengetahui dimensi e-SQ bagi memenuhi keperluan 
pelanggan dalam persekitaran pasaran electronik. Kajian ini dilakukan bertujuan 
untuk mengenalpasti dimensi e-SQ dalam konteks syarikat penerbangan tambang 
murah dan hubungannya dengan kepuasan pelanggan dan nilai kepada pelanggan, 
penyelidik juga mengkaji kesan “perceived usefulness” dan “perceived ease of use” 
pada hubungan  e-SQ , nilai perkihdmatan dan kepuasan pelangan. Kajian ini 
merupakan penyelidikan kuantitatif dan prosedur persampelan rawak mudah telah 
digunakan untuk mengedarkan borang soal selidik di kalangan pelanggan AirAsia 
(pemegang tiket Antarabangsa) di Sepang , Malaysia. Keputusan menunjukkan 
bahawa dimensi e-SQ : Penyesuaian, Privasi dan estetik , Kecekapan , Memenuhi 
dan Ketersediaan Sistem merupakan demensi bagi syarikat penerbangan tambang 
murah di Malaysia. Selain itu hasil kajian juga menunjukkan “perceived ease of use” 
dan “perceived usefulness” menunjukkan hubungan yang positive di antara 
hubungan kualiti e- perkhidmatan, perkhidmatan nilai dan kepuasan perkhidmatan. 
 
 
